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I n t r o d u c t i o n  
C o m p e t e n c i e s  a r e  l i k e  a c c e s s o r i e s  t o  a  f a v o r i t e  s u i t .  J u s t  a s  a  v a r i e t y  o f  a c c e s s o r i e s  a r e  
n e e d e d  t o  c o m p l e t e  a n  o u t f i t ,  d i f f e r e n t  c o m p e t e n c i e s  a r e  r e q u i r e d  t o  b e  a b l e  t o  p e r f o r m  a n d  
c o m p l e t e  a  j o b  a t  a n  e x e m p l a r y  l e v e l .  C o m p e t e n c i e s  d i f f e r  f o r  e m p l o y e e s  i n  t h e  p r o f e s s i o n a l ,  
p a r a - p r o f e s s i o n a l ,  t e c h n i c a l  a n d  e x e c u t i v e  f i e l d s .  A n d ,  o n c e  c o m p e t e n c i e s  a r e  a c q u i r e d ,  j u s t  l i k e  
a c c e s s o r i e s ,  t h e y  c a n  b e  m i x e d  a n d  m a t c h e d  d e p e n d i n g  u p o n  t h e  f i e l d  o f  w o r k  o r  j o b  
r e q u i r e m e n t s .  C o m p e t e n c i e s  a r e  g a i n e d  a n d  d e v e l o p e d  n o t  o n l y  t h r o u g h  d e v e l o p m e n t  o f  
p e r s o n a l i t y  t r a i t s  a n d  s k i l l s  b u t  a l s o  t h r o u g h  f o r m a l  e d u c a t i o n ,  e x p e r i e n c e  i n  t h e  w o r k p l a c e ,  a n d  
o n - t h e - j o b  t r a i n i n g .  C o m p e t e n c y - b a s e d  h u m a n  r e s o u r c e s  s y s t e m s  a r e  n o  l o n g e r  t h e  e x c e p t i o n  i n  
t h e  p u b l i c  a n d  p r i v a t e  s e c t o r s ;  t h e y  a r e  g r a d u a l l y  g a i n i n g  a c c e p t a n c e  w o r l d w i d e .  
C o m p e t e n c y - b a s e d  p e r f o r m a n c e  m a n a g e m e n t  s y s t e m s  a n d  c o m p e t e n c y - b a s e d  h u m a n  
r e s o u r c e  m a n a g e m e n t  p r a c t i c e s  a r e  t h e  n o r m  f o r  o r g a n i z a t i o n s  s u c h  a s  F e d e r a l  E x p r e s s ,  U . S .  
P o s t a l  S e r v i c e  H e a d q u a r t e r s ,  U . S .  D e p a r t m e n t  o f  L a b o r ,  C o c a - C o l a ,  I n c . ,  A m e r i c a n  U n i v e r s i t y ,  
L o c k h e e d ,  I n c . ,  a n d  F o r d  M o t o r  C o m p a n y ,  j u s t  t o  n a m e  a  f e w  ( D u b o i s ,  T h e  C o m p e t e n c y  
T o o l k i t ,  1 - 1 2 ) .  S i n c e  c o m p e t e n c y  b a s e d  s y s t e m s  h a v e  b r o u g h t  a n  a d d i t i o n a l  l e v e l  o f  
u n d e r s t a n d i n g  o f  h u m a n  r e s o u r c e  d e v e l o p m e n t ,  c o m p e t e n c y  m o d e l s  c a n  b e  u s e d  t o  i d e n t i f y  
o p p o r t u n i t i e s  i n  t r a i n i n g ,  j o b  a n a l y s i s ,  p e r f o r m a n c e ,  a n d  s u c c e s s i o n  p l a n n i n g .  
R e v i e w  o f  C u r r e n t  S i t u a t i o n  
T h e  p r o b l e m  e x a m i n e d  f o r  t h e  C P M  p r o j e c t  w a s  t h e  d e v e l o p m e n t  o f  a  p r o c e s s  t h a t  
i d e n t i f i e s  c o r e  c o m p e t e n c i e s  i m p o r t a n t  t o  s u p e r v i s o r y  a n d  m a n a g e m e n t  s t a f f  i n  O E P P  f o r  t h e  
s u c c e s s f u l  c o m p l e t i o n  o f  t h e i r  j o b s  a n d  t h e  i d e n t i f i c a t i o n  o f  c o m p e t e n c i e s  i n  w h i c h  s u p e r v i s o r s  
a n d  s t a f f  s h o u l d  r e c e i v e  t r a i n i n g .  T h e  n e e d  t o  i d e n t i f y  c o m p e t e n c i e s  f o r  m a n a g e m e n t  s t a f f  s t e m s  
f r o m  t h e  f a c t  t h a t  t h e r e  i s  n o  s y s t e m a t i c  a p p r o a c h  t o  d e v e l o p i n g  t h e  s u p e r v i s o r y  a n d  m a n a g e m e n t  
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t i e r  o f  t h e  o r g a n i z a t i o n .  T h e r e  i s  c u r r e n t l y  n o  s y s t e m  i n  p l a c e  t h a t  i d e n t i f i e s  c o m p e t e n c i e s  i n  a n y  
o f  t h e  e m p l o y e e  c l a s s i f i c a t i o n  a r e a s  o f  t h e  a g e n c y .  O n c e  c o m p e t e n c i e s  a r e  d e f i n e d  f o r  t h e  
s u p e r v i s o r y  a n d  m a n a g e m e n t  t i e r  o f  t h e  o r g a n i z a t i o n ,  t h e s e  c o m p e t e n c i e s  c a n  b e  u t i l i z e d  i n  a  
t r a i n i n g  n e e d s  a s s e s s m e n t ,  c o n t i n u e d  p r o f e s s i o n a l  d e v e l o p m e n t ,  c u r r i c u l u m  d e s i g n  a n d  
o r g a n i z a t i o n a l  d e v e l o p m e n t .  T h e  p r o c e s s  c a n  b e  u s e d  t o  i d e n t i f y  c o m p e t e n c i e s  f o r  o t h e r  l e v e l s  
o f  t h e  o r g a n i z a t i o n  a n d  c o n c o m i t a n t  p r o f e s s i o n a l  d e v e l o p m e n t  n e e d s .  
T h i s  p r o j e c t  a l i g n s  w e l l  w i t h  t h e  i m p l e m e n t a t i o n  o f  t h e  M a l c o l m  B a l d r i g e  N a t i o n a l  
Q u a l i t y  A w a r d  c r i t e r i a  a s  i t  a p p l i e s  t o  a c c o u n t a b i l i t y  a n d  p e r f o r m a n c e  e x c e l l e n c e  f o r  t h e  
G o v e r n o r ' s  O f f i c e .  I d e n t i f i c a t i o n  o f  c o m p e t e n c i e s  f o r  s u p e r v i s o r s  a n d  t h e i r  r e l a t e d  t r a i n i n g  
n e e d s  l i n k s  t o  C a t e g o r y  5 ,  H u m a n  R e s o u r c e s  F o c u s ,  o f  t h e  M a l c o l m  B a l d r i g e  c r i t e r i a .  I t  i s  a l s o  
r e l a t e d  t o  t h e  i m p r o v e m e n t  o f  p r o c e s s e s ,  C a t e g o r y  6 ,  P r o c e s s  M a n a g e m e n t .  A s  t h e  o r g a n i z a t i o n  
g o e s  t h r o u g h  t h e  s t r a t e g i c  p l a n n i n g  p r o c e s s ,  t h e  r e s u l t s  o f  t h i s  p r o j e c t  c a n  b e  u s e d  t o  i d e n t i f y  
a r e a s  o f  i m p r o v e m e n t  f o r  t r a i n i n g  a n d  p e r f o r m a n c e .  F o r  i n s t a n c e ,  t r a i n i n g  a n d  d e v e l o p i n g  
e m p l o y e e s  c a n  h e l p  t h e  G o v e r n o r ' s  O f f i c e  i n  i t s  m i s s i o n  w h i c h  i s  " t o  s e r v e  t h e  p e o p l e  o f  S o u t h  
C a r o l i n a  b y  p r o v i d i n g  e d u c a t i o n ,  s o c i a l ,  h e a l t h ,  i n f o r m a t i o n ,  a n d  h u m a n  s e r v i c e s  i n  s u p p o r t  o f  
E n  V i s i o n  S o u t h  C a r o l i n a ,  G o v e r n o r  J i m  H o d g e s '  B u s i n e s s  P l a n . "  I n  a d d i t i o n ,  t h e  o r g a n i z a t i o n ' s  
v i s i o n ,  " O E P P  w i l l  b e c o m e  t h e  s t a t e  g o v e r n m e n t ' s  l e a d e r  i n  c u s t o m e r  s a t i s f a c t i o n ,  p u b l i c  t r u s t ,  
a n d  c o n f i d e n c e .  W e  w i l l  a c h i e v e  t h i s  b y  c r e a t i n g  a n  i n n o v a t i v e  l e a r n i n g  o r g a n i z a t i o n  d r i v e n  b y  
o u r  v a l u e s  a n d  m o d e l e d  t h r o u g h  o u r  i n t e r a c t i o n s  w i t h  o t h e r s .  "  c a n  a l s o  b e  u s e d  t o  s u p p o r t  t h e  
m o v e  t o  t r a i n  v i a  t h e  m a j o r  c o m p e t e n c y  a r e a s  t h a t  a r e  i d e n t i f i e d  i n  t h e  p r o j e c t ' s  o u t c o m e s .  T h e  
v a l u e s  e s t a b l i s h e d  f o r  t h e  o r g a n i z a t i o n  a r e :  
1 )  I n t e g r i t y :  C r e a t i n g  t r u s t  t h r o u g h  h o n o r ,  p r o m o t i n g  t h e  d i g n i t y  a n d  v a l u e  o f  p u b l i c  s e r v i c e ,  
a n d  b e i n g  h o n e s t  a n d  m a i n t a i n i n g  t h e  h i g h e s t  s t a n d a r d s  o f  e t h i c a l  b e h a v i o r  
2 )  F a i r n e s s :  T r e a t i n g  p e o p l e  w i t h  d i g n i t y  a n d  r e s p e c t ,  b e i n g  f a i r  a n d  i m p a r t i a l  i n  d e c i s i o n s  a n d  
i n t e r a c t i o n s  w i t h  o t h e r s ,  a n d  a d v o c a t i n g  a n d  d e m o n s t r a t i n g  e q u a l  o p p o r t u n i t y  
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i n d e p e n d e n t  j u d g m e n t  ( 2 9  U S C ) .  A  m a n a g e r  i s  a n  e m p l o y e e  w h o s e  r e s p o n s i b i l i t y  i t  i s  t o  m a n a g e  
t h e  o r g a n i z a t i o n ,  o r  a  d e p a r t m e n t ,  s u b d i v i s i o n ,  f u n c t i o n ,  o r  c o m p o n e n t  o f  t h e  o r g a n i z a t i o n ;  
s u p e r v i s e  a n d  c o n t r o l  t h e  w o r k  o f  o t h e r  s u p e r v i s o r y ,  p r o f e s s i o n a l ,  o r  m a n a g e r i a l  e m p l o y e e s ,  o r  
m a n a g e  a n  e s s e n t i a l  f u n c t i o n  w i t h i n  t h e  o r g a n i z a t i o n ,  o r  a  d e p a r t m e n t  o r  s u b d i v i s i o n  o f  t h e  
o r g a n i z a t i o n ;  i f  a n o t h e r  e m p l o y e e  o r  o t h e r  e m p l o y e e s  a r e  d i r e c t l y  s u p e r v i s e d ,  t h e  m a n a g e r  h a s  
t h e  a u t h o r i t y  t o  h i r e  a n d  f i r e  o r  r e c o m m e n d  t h o s e  a s  w e l l  a s  o t h e r  p e r s o n n e l  a c t i o n s  ( s u c h  a s  
p r o m o t i o n  a n d  l e a v e  a u t h o r i z a t i o n )  o r ,  i f  n o  o t h e r  e m p l o y e e  i s  d i r e c t l y  s u p e r v i s e d ,  f u n c t i o n s  a t  a  
s e n i o r  l e v e l  w i t h i n  t h e  o r g a n i z a t i o n a l  h i e r a r c h y  o r  w i t h  r e s p e c t  t o  t h e  f u n c t i o n  m a n a g e d ;  a n d  
e x e r c i s e s  d i s c r e t i o n  o v e r  t h e  d a y - t o - d a y  o p e r a t i o n s  o f  t h e  a c t i v i t y  o r  f u n c t i o n  f o r  w h i c h  t h e  
e m p l o y e e  h a s  a u t h o r i t y  ( 8  U S C ) .  
R e v i e w  o f  I n f o r m a t i o n  S o u r c e s  
I n  o r d e r  t o  d e t e r m i n e  w h a t  p r o c e s s e s  w e r e  a v a i l a b l e  t o  i d e n t i f y  c o m p e t e n c i e s ,  s e c o n d a r y  
r e s e a r c h  w a s  c o n d u c t e d  t h r o u g h  a  v a r i e t y  o f  m e d i a .  I n t e r n e t  r e s e a r c h  w a s  c o n d u c t e d  o n  s t a t e  a n d  
f e d e r a l  g o v e r n m e n t  a g e n c i e s  t h a t  u s e  a  c o m p e t e n c y  b a s e d  m o d e l  f o r  H R  f u n c t i o n s  s u c h  a s  
t r a i n i n g ,  e v a l u a t i o n ,  c u r r i c u l u m  d e s i g n ,  r e c r u i t m e n t ,  a n d  r e t e n t i o n .  O n e  o f  t h e  m o r e  
c o m p r e h e n s i v e  s i t e s  u s e d  t h a t  i d e n t i f i e d  c o m p e t e n c y - b a s e d  t r a i n i n g  w a s  t h a t  o f  t h e  S t a t e  o f  
M i s s o u r i  ( w w w . e d s . s t a t e . m o . u s ) .  I n  a d d i t i o n ,  a t  t h e  f e d e r a l  g o v e r n m e n t  l e v e l ,  t h e  O f f i c e  o f  
P e r s o n n e l  M a n a g e m e n t  p r o v i d e s  i n f o r m a t i o n  o n  c o m p e t e n c y  b a s e d  t r a i n i n g ,  p e r f o r m a n c e  
e v a l u a t i o n s ,  a n d  i n d i v i d u a l  d e v e l o p m e n t  p l a n s  w h i c h  i s  u s e d  i n  a  v a r i e t y  o f  f e d e r a l  a g e n c i e s  s u c h  
a s  t h e  D e p a r t m e n t  o f  A g r i c u l t u r e ,  t h e  S e n i o r  E x e c u t i v e  S e r v i c e ,  t h e  D e p a r t m e n t  o f  I n t e r i o r  a n d  
o t h e r  f e d e r a l  a g e n c i e s  ( h t t p : / / w w w . l e a d e r s h i p . o p m . g o v / p d f / E C Q c o m p e t e n c i e s . p d ; t ) .  A  p r i v a t e  
s e c t o r  c o m p a n y ,  H R  T o o l s ,  p r o v i d e d  a d d i t i o n a l  i n s i g h t  o n  h o w  c o m p e t e n c i e s  a p p l y  t o  n o t  o n l y  
g o v e r n m e n t ,  b u t  a l s o  t o  t h e  h e a l t h  c a r e ,  t e c h n o l o g y ,  f i n a n c e ,  m a n u f a c t u r i n g ,  l a w  e n f o r c e m e n t  
a n d  c o r r e c t i o n s  f i e l d s  ( w w w . h r t o o l s . c o m ) .  A n  i n v a l u a b l e  s o u r c e  o f  i n f o r m a t i o n  a n d  g u i d a n c e  
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3 )  I n n o v a t i o n :  C r e a t i n g  a  c u l t u r e  t h a t  v a l u e s  c o n t i n u o u s  i m p r o v e m e n t  a n d  e n c o u r a g i n g  r i s k -
t a k i n g  a n d  c r e a t i v e  t h i n k i n g  
4 )  L e a d e r s h i p :  E n g a g i n g  i n  o p e n ,  h o n e s t ,  a n d  d i r e c t  c o m m u n i c a t i o n s ,  d e v e l o p i n g  w e l l - t r a i n e d ,  
k n o w l e d g e a b l e  e m p l o y e e s ,  a n d  l e a d i n g  b y  e x a m p l e  a n d  e n c o u r a g i n g  a  t e a m  a p p r o a c h  i n  a l l  o u r  
e n d e a v o r s  
5 )  A c c o u n t a b i l i t y :  B e i n g  r e s p o n s i b l e  f o r  a l l  a c t i o n s ,  m a k i n g  d e c i s i o n s  b a s e d  o n  f a c t s  a n d  d a t a ,  
a n d  p l a c i n g  t h e  c u s t o m e r  f i r s t .  
T h e  a b o v e  v a l u e s  a r e  a l s o  o n e s  t h a t  f i t  i n  w e l l  w i t h  t h e  c o m p e t e n c y  a r e a s  a n d  p r o v i d e  
o p p o r t u n i t i e s  f o r  t r a i n i n g  a n d  f u r t h e r  d e v e l o p m e n t .  
U s i n g  p r i m a r y  a n d  s e c o n d a r y  r e s e a r c h ,  a  p r o c e s s  t o  d e t e r m i n e  c o m p e t e n c i e s  m  
s u p e r v i s o r s  a n d  m a n a g e r s  w i l l  b e  d e t e r m i n e d ,  c o n d u c t e d  a n d  e v a l u a t e d .  
T o  c l a r i f y  w h a t  i s  m e a n t  b y  a  j o b  c o m p e t e n c y ,  a n  o p e r a t i o n a l  d e f i n i t i o n  h a s  b e e n  
i d e n t i f i e d  a s  f o l l o w s .  A  j o b  c o m p e t e n c y  i s  a n  u n d e r l y i n g  c h a r a c t e r i s t i c  o f  a n  e m p l o y e e  ( t h a t  i s ,  a  
m o t i v e ,  t r a i t ,  o r  s k i l l ,  a s p e c t  o f  o n e ' s  s e l f - i m a g e ,  a  s o c i a l  r o l e ,  o r  a  b o d y  o f  k n o w l e d g e )  t h a t  
r e s u l t s  i n  e f f e c t i v e  a n d / o r  s u p e r i o r  p e r f o r m a n c e  ( B o y a t z i s ,  C o m p e t e n c y  T o o l k i t ,  1 - 1 4 ) .  
F u r t h e r m o r e ,  c o m p e t e n c i e s  a r e  c h a r a c t e r i s t i c s  t h a t  i n d i v i d u a l s  p o s s e s s  a n d  u s e  i n  w a y s  t h a t  a r e  
a p p r o p r i a t e  t o  a c h i e v e  p e r f o r m a n c e  r e q u i r e m e n t s ,  r e s u l t i n g  i n  t h e  p r o d u c t i o n  o f  o n e  o r  m o r e  
e x p e c t e d  o u t p u t s  o r  r e s u l t s .  C o m p e t e n c i e s  i n c l u d e  t h e  s u m  t o t a l  o f  a n  i n d i v i d u a l ' s  k n o w l e d g e ,  
s k i l l s ,  w a y s  o f t h i n k i n g ,  s o c i a l  r o l e ,  m i n d s e t ,  a s p e c t s  o f  t h e i r  s e l f - i m a g e ,  t h o u g h t  p a t t e r n s ,  a n d  s o  
f o r t h .  A  c h a r a c t e r i s t i c  i s  a  c o m p e t e n c y ,  h o w e v e r ,  o n l y  w h e n  i t  c a n  b e  s h o w n  t o  b e  r e q u i r e d  f o r  
e f f e c t i v e  p e r f o r m a n c e .  ( D u b o i s  &  R o t h w e l l ,  C o m p e t e n c y  T o o l k i t ,  3 - 7 ) .  
I n  a d d i t i o n ,  t h e  o p e r a t i o n a l  d e f i n i t i o n  f o r  a  s u p e r v i s o r  i s  a n y  i n d i v i d u a l  h a v i n g  a u t h o r i t y ,  
i n  t h e  i n t e r e s t  o f  t h e  e m p l o y e r ,  t o  h i r e ,  t r a n s f e r ,  s u s p e n d ,  l a y  o f f ,  r e c a l l ,  p r o m o t e ,  d i s c h a r g e ,  
a s s i g n ,  r e w a r d ,  o r  d i s c i p l i n e  o t h e r  e m p l o y e e s ,  o r  r e s p o n s i b l y  t o  d i r e c t  t h e m ,  o r  t o  a d j u s t  t h e i r  
g r i e v a n c e s ,  o r  e f f e c t i v e l y  t o  r e c o m m e n d  s u c h  a c t i o n ,  i f  i n  c o n n e c t i o n  w i t h  t h e  f o r e g o i n g  t h e  
e x e r c i s e  o f  s u c h  a u t h o r i t y  i s  n o t  o f  a  m e r e l y  r o u t i n e  o r  c l e r i c a l  n a t u r e ,  b u t  r e q u i r e s  t h e  u s e  o f  
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c a m e  f r o m  T h e  C o m p e t e n c y  T o o l k i t  b y  D a v i d  D u b o i s  a n d  W i l l i a m  R o t h w e l l .  O t h e r  s o u r c e s  o f  
i n f o r m a t i o n  c a m e  f r o m  a r t i c l e s ,  b o o k s ,  a n d  w e b s i t e s  o n  t h e  s u b j e c t .  
M e t h o d o l o e y  
T h e  b e s t  m e t h o d  t h a t  w a s  i d e n t i f i e d  t o  r a n k  c o m p e t e n c i e s  t h a t  a r e  i m p o r t a n t  f o r  
s u p e r v i s o r s  a n d  m a n a g e r s  n o t  o n l y  i n  t h e i r  e v e r y d a y  j o b s  b u t  a l s o  f o r  t r a i n i n g  p u r p o s e s  i s  
t h r o u g h  a  m o d i f i e d  n o m i n a l  g r o u p  t e c h n i q u e  p r o c e s s .  S u p e r v i s o r s  a n d  m a n a g e r s  i n  t h e  
G o v e r n o r ' s  O f f i c e ,  O f f i c e  o f  E x e c u t i v e  P o l i c y  a n d  P r o g r a m s ,  w e r e  i d e n t i f i e d  t h r o u g h  t h e  
a s s i s t a n c e  o f  H u m a n  R e s o u r c e s .  T h e  n o m i n a l  g r o u p  p r o c e s s  b r o u g h t  t o g e t h e r  3 6  o f  4 4  k e y  
o r g a n i z a t i o n a l  s u p e r v i s o r s  a n d  m a n a g e r s  i n  O E P P  a n d  w a s  b a s e d  o n  a  r a n d o m  s a m p l e .  ( E i g h t  o f  
t h e  f o r t y - f o u r  s u p e r v i s o r s  a n d  m a n a g e r s  w e r e  u n a b l e  t o  a t t e n d  b e c a u s e  o f  t r a v e l  t h a t  p l a c e d  t h e m  
o u t  o f  t h e  o f f i c e  a t  t h e  t i m e s  o f  t h e  f o c u s  g r o u p s .  ( T h e  O f f i c e  o f  E c o n o m i c  O p p o r t u n i t y ' s  
s u p e r v i s o r s  w e r e  u n a b l e  t o  a t t e n d  b e c a u s e  o f  t r a v e l  r e q u i r e m e n t s  a n d  r e d u c e  s t a f f  t h a t  k e e p  t h e m  
o u t  i n  t h e  f i e l d . )  P a r t i c i p a n t s  i n c l u d e d  j o b  s u p e r v i s o r s ;  j o b  m a n a g e r s ;  d i r e c t o r - l e v e l  m a n a g e m e n t  
p e r s o n s  w i t h  k n o w l e d g e  o f  t h e  j o b  r e q u i r e m e n t s  a n d  t h e i r  p e r f o r m a n c e ;  a n d  s e n i o r - l e v e l  
m a n a g e r s  w h o  h a v e  t h e  o r g a n i z a t i o n ' s  s t r a t e g i c  d i r e c t i o n s  i n  m i n d .  E a c h  g r o u p  w a s  a s s e m b l e d  
a n d  d i r e c t e d  t o  p r i o r i t i z e  c o m p e t e n c i e s  a c c o r d i n g  t o  t h e  i m p o r t a n c e  o f  t h e  c o m p e t e n c y  t o  t h e m  
i n d i v i d u a l l y .  T h e  n o m i n a l  g r o u p  p r o c e s s  w a s  u s e d  t o  r e d u c e  a  c o m p r e h e n s i v e  l i s t  o f  2 6  
c o m p e t e n c i e s  t o  a  s e t  o f  5  c r i t i c a l  c o m p e t e n c i e s  b a s e d  o n  t w o  d i f f e r e n t  s e t s  o f  c r i t e r i a .  T h e  f i r s t  
s e t  o f  c r i t e r i a  t h e  g r o u p  w a s  g i v e n  w a s  t o  s o r t  t h e  c o m p e t e n c i e s  b a s e d  o n  w h a t  t h e  s u p e r v i s o r s  
t h e m s e l v e s  f e l t  w a s  i m p o r t a n t  f o r  s u c c e s s ,  a n d  t h e  s e c o n d  s e t  o f  c r i t e r i a  w a s  b a s e d  o n  w h a t  
c o m p e t e n c y  t r a i n i n g  a r e a s  a r e  e s s e n t i a l  f o r  s u p e r v i s o r s  t o  r e c e i v e  a s  a d d i t i o n a l  p r o f e s s i o n a l  
d e v e l o p m e n t  o p p o r t u n i t i e s .  Data~ c a p t u r e d  i n  7  f o c u s  g r o u p s  o f  4 - 6  i n d i v i d u a l s  e a c h  o v e r  a  1 -
Y 2  h o u r  p e r i o d .  A f t e r  t h e  d a t a  w a s  collected,~as e n t e r e d  i n t o  a n  E x c e l  s p r e a d s h e e t  f o r  f u r t h e r  
a n a l y s i s .  T a b l e  1  b e l o w  i d e n t i f i e s  t h e  d a t a  c o l l e c t i o n  a n d  a n a l y s i s  t e c h n i q u e s .  
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T a b l e  1  
D a t a  C o l l e c t i o n  S t e p s  D a t a  A n a l y s i s  S t e p s  
1 .  
I d e n t i f y  s u p e r v i s o r s  a n d  m a n a g e r s  f r o m  1 .  E n t e r  t o p  f i v e  s c o r e s  f r o m  e a c h  f o c u s  
H u m a n  R e s o u r c e s  g r o u p  i n t o  E x c e l  s p r e a d s h e e t  
2 .  
E - m a i l  p a r t i c i p a n t s  r e q u e s t i n g  a t t e n d a n c e  a t  
2 .  S o r t  s c o r e s  b y  h i g h e s t  t o  l o w e s t  w h i c h  
f o c u s  g r o u p  i n d i c a t e s  m o s t  t o  l e a s t  i m p o r t a n t  
3 .  
C o o r d i n a t e  r o o m  r e s e r v a t i o n  3 .  C o m b i n e  a l l  f o c u s  g r o u p  s c o r e s  a n d  
p r o v i d e  t o t a l s  f o r  e a c h  c o m p e t e n c y  a r e a  
4 .  
L i m i t  s i z e  o f  f o c u s  g r o u p  t o  4 - 6  i n d i v i d u a l s  4 .  R e s o r t  c o m b i n e d  d a t a  b y  h i g h e s t  t o  
l o w e s t  
5 .  
P r o v i d e  o v e r v i e w  o f  c o m p e t e n c i e s ,  d e f i n i t i o n  5 .  A n a l y z e  d a t a  f o r  s u p e r v i s o r s  a n d  
a n d  i n s t r u c t i o n s  f o r  n o m i n a l  g r o u p  p r o c e s s  t r a i n i n g  b y  c o m p a r i n g  s u m m a r y  d a t a  
6 .  
P r o v i d e  i n d i v i d u a l s  w i t h  c a r d  d e c k  o f  2 6  6 .  B r e a k  o u t  d a t a  b y  s p e c i f i c  f o c u s  g r o u p  
c o m p e t e n c i e s  p o p u l a t i o n s  u s i n g  a b o v e  s t e p s  
7 .  
P a r t i c i p a n t s  r e a d  t h r o u g h  d e c k  f i r s t  t i m e  t o  7 .  C o m p a r e  b r e a k - o u t  d a t a  w i t h  e n t i r e  
b e c o m e  f a m i l i a r  w i t h  t h e  c o m p e t e n c i e s  
p o p u l a t i o n  
8 .  
P a r t i c i p a n t s  s o r t  t o p  t e n  c o m p e t e n c i e s  b a s e d  
8 .  D r a w  c o n c l u s i o n s  b a s e d  o n  d a t a  f o r  
o n  c r i t e r i a  o f  w h a t  i s  m o s t  i m p o r t a n t  t o  b e  a  
e n t i r e  g r o u p  
s u c c e s s f u l  s u p e r v i s o r  
9 .  
C o m p e t e n c i e s  o f  e n t i r e  g r o u p  w r i t t e n  o n  f l i p  9 .  D r a w  c o n c l u s i o n s  b a s e d  o n  d a t a  f o r  
c h a r t  
b r e a k  - o u t  g r o u p s  
1 0 .  G r o u p  g o e s  t h r o u g h  n o m i n a l  g r o u p  t e c h n i q u e  
1 0 .  C r e a t e  a c t i o n  p l a n  
p r o c e s s  t o  r e d u c e  l i s t  t o  t o p  f i v e  m o s t  
i m p o r t a n t  c o m p e t e n c i e s  
1 1 .  P r o c e s s  r e p e a t e d  t o  i d e n t i f y  t r a i n i n g  
I  
c o m p e t e n c i e s  i m p o r t a n t  t o  s u p e r v i s o r s  
T h e  t w o  c o l u m n s  i n  T a b l e  1  d e m o n s t r a t e  h o w  t h e  p r o c e s s  h a s  d e f i n e d  s t e p s ,  a r e  
m e a s u r a b l e  a n d  a r e  r e p e a t a b l e .  T h e  f o c u s  g r o u p  p r o c e s s  w a s  r e p l i c a t e d  t h e  s a m e  w a y  f o r  e a c h  
i t e r a t i o n .  P a r t i c i p a n t s  r e c e i v e d  a n  o v e r v i e w  o f  t h e  d e f i n i t i o n  o f  a  c o m p e t e n c y  a n d  t h e  d e f i n i t i o n  
w a s  p l a c e d  o n  a n  o v e r h e a d  t o  s o l i d i f y  t h e  u n d e r s t a n d i n g  o f  a l l  p a r t i c i p a n t s  o n  w h a t  a  c o m p e t e n c y  
i~ppendix A ) .  P a r t i c i p a n t s  w e r e  g i v e n  e x a m p l e s  o f h o w  c o m p e t e n c i e s  r e l a t e  t o  i t e m s  f o u n d  o n  
p o s i t i o n  d e s c r i p t i o n s  a n d  t h e  E P M S  f o r m a t .  T h e y  w e r e  t h e n  g i v e n  t h e  d e c k  o f  2 6  c o m p e t e n c i e s ,  
w e r e  a s k e d  t o  r e a d  t h e m  a n d  t h e n  s e p a r a t e  t h e  t o p  t e n  t h e y  i d e n t i f i e d  a s  i m p o r t a n t  t o  b e  a  
s u c c e s s f u l  s u p e r v i s o r  ( A p p e n d i x  B ) .  A s  t h e y  w e r e  l e d  t h r o u g h  t h e  n o m i n a l  g r o u p  t e c h n i q u e  
p r o c e s s ,  t h e  d i r e c t i o n s  w e r e  p l a c e d  o n  a n  o v e r h e a d  f o r  t h e  g r o u p  t o  r e f e r e n c e  i f  c l a r i f i c a t i o n  w a s  
n e e d e d .  O f  t h e  2 6  c o m p e t e n c i e s ,  e a c h  g r o u p  r e f i n e d  t h e  l i s t  t o  t h e  c r i t i c a l  f i v e  t h e y  f e l t  w e r e  
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i m p o r t a n t  f o r  s u p e r v i s o r s / m a n a g e r s  t o  e x h i b i t .  T h e  s a m e  p r o c e s s  w a s  t h e n  r e p e a t e d ;  h o w e v e r ,  t h e  
i n s t r u c t i o n s  w e r e  t h e n  c h a n g e d  f o r  t h e  s u p e r v i s o r s / m a n a g e r s  t o  c o n s i d e r  t h e  c o m p e t e n c i e s  t h a t  
t h e y  f e l t  w e r e  i m p o r t a n t  t r a i n i n g  a r e a s .  ( T h e  r a w  d a t a  f r o m  t h e  f o c u s  g r o u p  p r o c e s s  i s  i n  
A p p e n d i x  C . )  
T h e  2 6  c o m p e t e n c i e s  l i s t e d  b e l o w  w e r e  c o m p i l e d  f r o m  b o t h  p r i v a t e  a n d  p u b l i c  s e c t o r  
s e c o n d a r y  r e s o u r c e s :  t h e  O f f i c e  o f  P e r s o n n e l  M a n a g e m e n t  ( f e d e r a l ) ,  t h e  S t a t e  o f M i s s o u r i  ( s t a t e ) ,  
T h e  C o m p e t e n c y  T o o l k i t ,  a n d  H R  T o o l s .  T h e y  a r e  ( i n  a l p h a b e t i c a l  o r d e r ) :  A c c o u n t a b i l i t y ,  
C o n f l i c t  M a n a g e m e n t ,  C r e a t i v e  T h i n k i n g  a n d  i t s  A p p l i c a t i o n ,  C u s t o m e r  F o c u s ,  D e c i s i v e n e s s ,  
E v a l u a t i o n ,  E x t e r n a l  A w a r e n e s s ,  F i n a n c i a l  M a n a g e m e n t  a n d  R e s p o n s i b i l i t y ,  F l e x i b i l i t y ,  H u m a n  
R e s o u r c e  M a n a g e m e n t :  E n h a n c i n g  t h e  Q u a l i t y  o f  W o r k  L i f e ,  H u m a n  R e s o u r c e s  M a n a g e m e n t :  
P e r f o r m a n c e  M a n a g e m e n t ,  H u m a n  R e s o u r c e s  M a n a g e m e n t :  S t a f f i n g ,  R e c r u i t m e n t ,  S e l e c t i o n  a n d  
A s s i g n m e n t  o f  E m p l o y e e s  t o  t h e  W o r k  U n i t ,  I n f l u e n c i n g ,  I n t e r p e r s o n a l  S k i l l s ,  L e a d e r s h i p ,  
M a n a g e m e n t  C o n t r o l ,  M a n a g i n g  a  D i v e r s e  W o r k f o r c e ,  O r a l  C o m m u n i c a t i o n ,  P l a n n i n g ,  P r o b l e m  
S o l v i n g ,  S e l f - M a n a g e m e n t ,  T e a m  B u i l d i n g ,  T e c h n i c a l  C o m p e t e n c e ,  T e c h n o l o g y  M a n a g e m e n t ,  
V i s i o n ,  a n d  W r i t t e n  C o m m u n i c a t i o n .  
R e s u l t s  
T a b l e  2 A  b e l o w  d e s c r i b e s  t h e  o v e r a l l  r a n k i n g  o f  c o m p e t e n c i e s  f r o m  t h e  e i g h t  f o c u s  
g r o u p s  o f  G o v e r n o r ' s  O f f i c e  s u p e r v i s o r s  t h a t  w e r e  c o n d u c t e d .  T h e  s i z e  o f  t h e  f o c u s  g r o u p s  
r a n g e d  f r o m  4 - 6  i n d i v i d u a l s .  U s i n g  t h e  m o d i f i e d  n o m i n a l  g r o u p  t e c h n i q u e  p r o c e s s ,  s u p e r v i s o r s  
w e r e  i n s t r u c t e d  t o  i d e n t i f y  t h e  c o m p e t e n c i e s  t h a t  a r e  k e y  t o  s u c c e s s f u l  p e r f o r m a n c e  a n d  a r e  
i m p o r t a n t  f o r  p e r f o r m i n g  t h e i r  j o b s  d a y - t o - d a y .  ( T h e  r a w  d a t a  f r o m  t h e  f o c u s  g r o u p  p r o c e s s  i s  i n  
A p p e n d i x  C . )  
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T a b l e  2 A  
R a n k  C o m p e t e n c i e s  I m p o r t a n t  t o  G o v .  O f f .  S u p e r v i s o r s  a n d  M a n a 2 e r s  
1  
L e a d e r s h i p  
2  
A c c o u n t a b i l i t y  
3  
C u s t o m e r  F o c u s  
4  
I n t e r p e r s o n a l  S k i l l s  
5  
P r o b l e m  S o l v i n g  
T a b l e  2 B  d e p i c t s  t h e  t o p  f i v e  c o m p e t e n c i e s  o n  w h i c h  s u p e r v i s o r s  s h o u l d  r e c e i v e  t r a i n i n g  
a s  i d e n t i f i e d  b y  t h e  f o c u s  g r o u p s .  A  r a n k i n g  o f " 1 "  s i g n i f i e s  t h a t  i t  i s  t h e  m o s t  i m p o r t a n t  . . .  a n d  
s o  o n  . . .  t o  n u m b e r  5 .  T h e  t w o  c o m p e t e n c i e s  i n  c o m m o n  w i t h  T a b l e  2 A  a r e  I n t e r p e r s o n a l  S k i l l s  
a n d  P r o b l e m  S o l v i n g .  T h i s  d e m o n s t r a t e s  t h a t  c o m p e t e n c i e s  t h a t  s u p e r v i s e  h o l d  a s  i m p o r t a n t  a r e  
a l s o  a r e a s  i n  w h i c h  t h e y  n e e d  t o  r e c e i v e  t r a i n i n g .  
T a b l e  2 B  
R a n k  
T r a i n i n g  C o m p e t e n c i e s  f o r  G o v .  O f f .  S u p e r v i s o r s  a n d  M a n a g e r s  
1  
T e a m  B u i l d i n g  
2  
C o n f l i c t  M a n a g e m e n t  
3  
P l a n n i n g  
4  
P r o b l e m  S o l v i n g  
5  
I n t e r p e r s o n a l  S k i l l s  
B y  i s o l a t i n g  g r o u p s  t h a t  h a d  c h a r a c t e r i s t i c s  i n  c o m m o n ,  o t h e r  c o m p a r i s o n s  c a n  b e  m a d e .  
F o r  i n s t a n c e ,  s e v e r a l  f o c u s  g r o u p s  c o n s i s t e d  o f  O f f i c e  D i r e c t o r s  f r o m  e a c h  o f  t h e  D i v i s i o n s  i n  t h e  
G o v e r n o r ' s  O f f i c e .  T h e  D i v i s i o n s  r e p r e s e n t e d  w e r e  C h i l d r e n ' s  S e r v i c e s ,  A d m i n i s t r a t i v e  
S e r v i c e s ,  a n d  C o n s t i t u e n t  S e r v i c e s .  T h e  c o m p e t e n c i e s  i m p o r t a n t  t o  t h e  O f f i c e  D i r e c t o r s  a n d  t h e  
c o m p a r i s o n  w i t h  t h e  l a r g e r  g r o u p  a r e  i n  T a b l e  3 A  a n d  3 B  b e l o w .  
T a b l e  3 A  
R a n k  
C o m p e t e n c i e s  I m p o r t a n t  t o  R a n k  C o m p e t e n c i e s :  G o v .  O f f .  
O f f i c e  D i r e c t o r s  
S u p e r v i s o r s  a n d  M a n a g e r s  
1  
L e a d e r s h i p  1  L e a d e r s h i p  
2  
A c c o u n t a b i l i t y  
2  
A c c o u n t a b i l i t y  
3  
V i s i o n  
3  
C u s t o m e r  F o c u s  
4  I n t e r p e r s o n a l  S k i l l s  
4  
I n t e r p e r s o n a l  S k i l l s  
-
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I  M a n a g i n g  a  D i v e r s e  W o r k f o r c e  I  5  
I  P r o b l e m  S o l v i n g  
T a b l e  3 B  
R a n k  
T r a i n i n g  C o m p e t e n c i e s  f o r  R a n k  
T r a i n i n g  C o m p e t e n c i e s  f o r  
O f f i c e  D i r e c t o r s  
G o v .  O f f .  S u p e r v i s o r s  a n d  
M a n a g e r s  
1  P l a n n i n g  
1  
T e a m  B u i l d i n g  
2  
C o n f l i c t  M a n a g e m e n t  2  
C o n f l i c t  M a n a g e m e n t  
3  
L e a d e r s h i p  3  
P l a n n i n g  
4  
S e l f - M a n a g e m e n t  4  
P r o b l e m  S o l v i n g  
4  
T e a m  B u i l d i n g  5  I n t e r p e r s o n a l  S k i l l s  
5  
H R :  P e r f o r m a n c e  M a n a g e m e n t  
i  
T h e  a b o v e  t a b l e s  ( 3 A  a n d  3 B )  d i f f e r  f r o m  t h e  l a r g e r  g r o u p  i n  b o t h  w h a t  i s  i m p o r t a n t  t o  
t h e m  a s  s u p e r v i s o r s  a n d  a s  r e q u i r e m e n t s  f o r  t r a i n i n g .  T h r e e  o u t  o f  t h e  f i v e  c o m p e t e n c i e s  w e r e  t h e  
s a m e  i n  t h e  s u p e r v i s o r y  s c a n  ( V i s i o n  a n d  M a n a g i n g  a  D i v e r s e  W o r k f o r c e  r e p l a c e  C u s t o m e r  
F o c u s  a n d  P r o b l e m  S o l v i n g )  a n d  b e c a u s e  t h e r e  w a s  a  t i e  i n  t h e  t r a i n i n g  s c a n ,  3  o f  t h e  6  
c o m p e t e n c i e s  w e r e  t h e  s a m e  a s  t h e  l a r g e r  g r o u p .  T h e  m a j o r  d i f f e r e n c e  i s  i n  t h e  r a n k i n g  o f  e a c h  
c o m p e t e n c i e s '  i m p o r t a n c e .  
A n o t h e r  a r e a  w h e r e  t h e  f o c u s  g r o u p s  m e r i t  c o m p a r i s o n  i s  b e t w e e n  t h e  C o n t i n u u m  o f  C a r e  
f o r  E m o t i o n a l l y  D i s t u r b e d  C h i l d r e n  i n  t h e  D i v i s i o n  o f  C h i l d r e n ' s  S e r v i c e s  a n d  t h e  o v e r a l l  f o c u s  
g r o u p  r e s u l t s .  B e c a u s e  t h e  f o c u s  g r o u p  w a s  c o n d u c t e d  a t  t h e  C o n t i n u u m  o f  C a r e ,  l o c a t e d  a t  2 2 0  
S t o n e r i d g e  D r i v e ,  a  s e p a r a t e  l o c a t i o n  f r o m  t h e  C a p i t o l  C o m p l e x ,  t h e  g r o u p ' s  r e s u l t s  c o u l d  e a s i l y  
b e  s e p a r a t e d .  S u p e r v i s o r s  a t  t h e  C o n t i n u u m  c o n s i s t  o f  p s y c h o l o g i s t s ,  p r o g r a m  m a n a g e r s  w i t h  
s o c i a l  w o r k  b a c k g r o u n d s  a n d  d a t a / t e c h n o l o g y  s u p e r v i s o r s .  T h e  h y p o t h e s i s  w a s  t h a t  s o c i a l  
w o r k e r s  a n d  p s y c h o l o g i s t s  w o u l d  g e n e r a t e  a  d i f f e r e n t  l i s t  o f  c o m p e t e n c i e s  t h a n  w o u l d  t h e  o t h e r  
g r o u p s .  A  c o m p a r i s o n  w i t h  t h e  o t h e r  g r o u p s  f o l l o w s  b e l o w  i n  T a b l e s  4 A  a n d  4 B .  
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T a b l e  4 A  
R a n k  
S / M  C o m p e t e n c i e s  f o r  R a n k  S / M  C o m p e t e n c i e s :  
R a n k  S / M  C o m p e t e n c i e s  f o r  
C o n t i n u u m  o f  C a r e  
O D ' s  
G o v .  O f f .  S / M  
1  
L e a d e r s h i p  1  L e a d e r s h i p  
1  
L e a d e r s h i p  
2  
A c c o u n t a b i l i t y  
2  A c c o u n t a b i l i t y  
2  
A c c o u n t a b i l i t y  
3  
C u s t o m e r  F o c u s  3  
C u s t o m e r  F o c u s  
3  V i s i o n  
4  
T e a m  B u i l d i n g  4  
I n t e r p e r s o n a l  S k i l l s  
4  I n t e r p e r s o n a l  S k i l l s  
5  
C o n f l i c t  M a n a g e m e n t  5  P r o b l e m  S o l v i n g  
5  M a n a g i n g  a  D i v e r s e  
W o r k f o r c e  
T a b l e  4 B  
R a n k  
T r a i n i n g  
R a n k  T r a i n i n g  
R a n k  
T r a i n i n g  C o m p e t e n c i e s  
C o m p e t e n c i e s  f o r  
C o m p e t e n c i e s :  O D ' s  f o r  G o v .  O f f .  S / M  
C o n t i n u u m  o f  C a r e  
1  
T e a m  B u i l d i n g  
1  
P l a n n i n g  
1  
T e a m  B u i l d i n g  
2  
C o n f l i c t  M a n a g e m e n t  
2  C o n f l i c t  M a n a g e m e n t  2  C o n f l i c t  M a n a g e m e n t  
3  
P r o b l e m  S o l v i n g  3  
L e a d e r s h i p  
3  
P l a n n i n g  
4  
M a n a g i n g  a  D i v e r s e  
4  S e l f - M a n a g e m e n t  4  P r o b l e m  S o l v i n g  
W o r k f o r c e  
5  
L e a d e r s h i p  
4  
T e a m  B u i l d i n g  
5  
I n t e r p e r s o n a l  S k i l l s  
5  
H R :  P e r f o r m a n c e  
M a n a g e m e n t  
I t  i s  e v i d e n t  t h a t  t h e  r e s u l t s  o f  t h e  C o n t i n u u m  o f  C a r e  f o c u s  g r o u p s  d i s p r o v e  t h e  
h y p o t h e s i s  t h a t  s u p e r v i s o r s  a n d  m a n a g e r s  a t  t h e  C o n t i n u u m  h a v e  d i f f e r e n t  s e t s  o f  c o m p e t e n c i e s  
t h e y  r e q u i r e  t h a n  d o  t h e  o t h e r  s u p e r v i s o r s / m a n a g e r s  i n  t h e  G o v e r n o r ' s  O f f i c e .  A s  d e m o n s t r a t e d  
b y  T a b l e s  4 A  a n d  4 B ,  L e a d e r s h i p ,  A c c o u n t a b i l i t y ,  C u s t o m e r  F o c u s  a r e  s e e n  a s  i m p o r t a n t  b y  t h e  
O f f i c e  D i r e c t o r s ,  t o o .  A l s o ,  i n  t e r m s  o f  t r a i n i n g  n e e d s ,  T e a m  B u i l d i n g ,  C o n f l i c t  M a n a g e m e n t ,  
a n d  L e a d e r s h i p  w e r e  i d e n t i f i e d  a s  i m p o r t a n t  i n  a l l  t h e  g r o u p s .  M a n y  o f  t h e  c o m p e t e n c i e s  t h e  
s u p e r v i s o r s  a n d  m a n a g e r s  a t  t h e  C o n t i n u u m  i d e n t i f i e d  a r e  t h e  s a m e  a s  t h o s e  i d e n t i f i e d  b y  o t h e r  
s e c t i o n s  o f  t h e  G o v e r n o r ' s  O f f i c e .  T h e  f a c t  t h e  h y p o t h e s i s  w a s  d i s p r o v e d  a l s o  l e n d s  c r e d e n c e  t o  
t h e  c o m p e t e n c y  r e s e a r c h  t h a t  a s s e r t s  t h a t  r e g a r d l e s s  o f  t h e  t e c h n i c a l  f i e l d  t h a t  a  s u p e r v i s o r  o r  
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m a n a g e r  I S  m ,  m o s t  s u p e r v i s o r y  c o m p e t e n c i e s  a r e  o v e r a r c h i n g  e n o u g h  t h a t  t h e y  h o l d  t r u e  
r e g a r d l e s s  o f  t h e  s e c t o r  o f  e m p l o y m e n t .  
I n  T a b l e  4 A ,  a n o t h e r  o b s e r v a t i o n  c a n  b e  m a d e  a b o u t  c o m p e t e n c i e s  a c r o s s  t h e  b o a r d ,  
r e g a r d l e s s  o f  d i v i s i o n ,  o f f i c e ,  o r  f i e l d  o f  e x p e r t i s e .  T h e  t w o  o v e r a r c h i n g  c o m p e t e n c i e s  t h a t  
s u p e r v i s o r s  a n d  m a n a g e r s  v a l u e  a r e  L e a d e r s h i p  a n d  A c c o u n t a b i l i t y .  I n  T a b l e  4 B ,  t h e  t w o  
o v e r a r c h i n g  c o m p e t e n c i e s  t h a t  s u p e r v i s o r s  a n d  m a n a g e r s  v a l u e  f o r  t r a i n i n g  p u r p o s e s  a r e  T e a m  
B u i l d i n g  a n d  C o n f l i c t  M a n a g e m e n t .  
S u m m a r y  a n d  C o n c l u s i o n s  
B a s e d  o n  t h e  a b o v e  d a t a ,  L e a d e r s h i p ,  A c c o u n t a b i l i t y ,  V i s i o n ,  I n t e r p e r s o n a l  S k i l l s ,  
a n d  M a n a g i n g  a  D i v e r s e  W o r k f o r c e  a r e  t h e  t o p  f i v e  o v e r a l l  c o m p e t e n c i e s  t h a t  s u c c e s s f u l  
s u p e r v i s o r s  a n d  m a n a g e r s  r e g a r d  a s  v a l u a b l e .  W h i l e  s u p e r v i s o r s  h o l d  t h e  a b o v e  f i v e  
c o m p e t e n c i e s  a s  i m p o r t a n t  f o r  s u c c e s s ,  t h e  a s s e s s m e n t  o f  w h a t  s u p e r v i s o r s  s h o u l d  r e c e i v e  
t r a i n i n g  i n  i s  d i f f e r e n t .  T h e  t o p  f i v e  c o m p e t e n c i e s  i d e n t i f i e d  a s  t r a i n i n g  n e e d s  a r e a s  a r e  T e a m  
B u i l d i n g ,  C o n f l i c t  M a n a g e m e n t ,  P l a n n i n g ,  P r o b l e m  S o l v i n g  a n d  I n t e r p e r s o n a l  S k i l l s .  T h e  
a b o v e  d i s c r e p a n c y  b e t w e e n  t h e  c o m p e t e n c i e s  t h a t  s u p e r v i s o r s  v a l u e  a n d  w h a t  t h e y  f e e l  t h e y  a n d  
t h e i r  s t a f f  s h o u l d  r e c e i v e  t r a i n i n g  i n  i s  c o r r o b o r a t e d  i n  a  U n i v e r s i t y  o f  M i c h i g a n  s t u d y  w h e r e  t h e  
i d e n t i c a l  s i t u a t i o n  t o o k  p l a c e .  
R e c o m m e n d a t i o n s  
U s i n g  t h e  a b o v e  c o m p e t e n c i e s  i d e n t i f i e d  t h r o u g h  t h e  m o d i f i e d  n o m i n a l  g r o u p  t e c h n i q u e  
p r o c e s s ,  t h e s e  c o m p e t e n c i e s  c a n  b e  i n c o r p o r a t e d  i n t o  a  t r a i n i n g  p l a n  f o r  G o v e r n o r ' s  O f f i c e  
s u p e r v i s o r s .  T h e  c o m p e t e n c i e s  t h a t  s u p e r v i s o r s  i d e n t i f i e d  ( i n d e p e n d e n t l y  o f  t h e  s t r a t e g i c  
p l a n n i n g  p r o c e s s  t h a t  a l s o  b e g a n  i n  F e b r u a r y )  h a p p e n  t o  b e  c l o s e l y  l i n k e d  t o  t h e  v a l u e s  t h a t  t h e  
l e a d e r s  e s t a b l i s h e d  f o r  t h e  o r g a n i z a t i o n  ( s e e  I n t r o d u c t i o n ) .  W h i l e  t h e  G o v e r n o r ' s  O f f i c e  d o e s  n o t  
h a v e  a  f o r m a l i z e d  t r a i n i n g  d e p a r t m e n t ,  t r a i n i n g  i s  o c c u r r i n g  i n d e p e n d e n t l y  i n  t h e  v a r i o u s  o f f i c e s .  
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F o r  i n s t a n c e ,  t h e  C o n t i n u u m  o f  C a r e  h a s  i t s  o w n  t r a i n i n g  s t a f f .  T h o u g h  t h e  t r a i n i n g  i n f r a s t r u c t u r e  ~~ 
A } ;  
i s  l a c k i n g  w i t h i n  t h e  G o v e r n o r ' s  O f f i c e ,  t h e r e  a r e  c e r t i f i e d  t r a i n e r s  i n  e a c h  o f  t h e  d i v i s i o n s  o f  t h e  ~ 
1 -
G o v e r n o r ' s  O f f i c e .  T h e  n e x t  s t e p  I  r e c o m m e n d  t o  i m p l e m e n t  t r a i n i n g  o n  t h e  a b o v e  
c o m p e t e n c i e s  i s  t o  i d e n t i f y  s t a f f  w i t h  t h e  e x p e r t i s e  i n  t h o s e  c o m p e t e n c i e s  n o t  o n l y  w i t h i n  t h e  
G o v e r n o r ' s  O f f i c e  b u t  a l s o  t h r o u g h  t h e  C a b i n e t  A g e n c y  T r a i n i n g  C o n s o r t i u m .  T h e  C a b i n e t  
A g e n c y  T r a i n i n g  C o n s o r t i u m  c o n s i s t s  o f  a  g r o u p  o f  t r a i n e r s ,  t r a i n i n g  d i r e c t o r s ,  h u m a n  r e s o u r c e s  
m a n a g e r s  a n d  s t a f f  t h a t  p r o v i d e  t r a i n i n g  t o  t h e  C a b i n e t  a g e n c i e s  f o r  f r e e  o r  a t  l o w  c o s t .  
O n e  s t a f f  m e m b e r  a l r e a d y  i d e n t i f i e d  w i t h i n  t h e  G o v e r n o r ' s  O f f i c e ,  D e n i s e  B a r k e r ,  
D i r e c t o r  o f  t h e  F o s t e r  C a r e  R e v i e w  B o a r d ,  i s  a  c e r t i f i e d  m e d i a t o r ,  h a s  h e r  M a s t e r ' s  i n  C o n f l i c t  
R e s o l u t i o n ,  a n d  c a n  p r o v i d e  C o n f l i c t  M a n a g e m e n t  t r a i n i n g  t o  t h e  G o v e r n o r ' s  O f f i c e .  S i n c e  s h e  
w a s  i d e n t i f i e d  a s  a  p r o v i d e r  o f  t r a i n i n g  a n d  i s  a  r e s o u r c e  w i t h i n  t h e  G o v e r n o r ' s  O f f i c e ,  s h e  i s  
c u r r e n t l y  s c h e d u l e d  t o  p r o v i d e  t r a i n i n g  t o  G o v e r n o r ' s  O f f i c e  e m p l o y e e s  o n  a n  o p e n  e n r o l l m e n t  
b a s i s  M a r c h  1 5 t h ,  M a r c h  2 2 n d  a n d  A p r i l  1 8
1
h  a n d  1 9 t h .  A f t e r  t h e  C o n f l i c t  M a n a g e m e n t  t r a i n i n g  i s  
c o m p l e t e d ,  I  r e c o m m e n d  t h a t  o t h e r  f a c i l i t a t o r s  b e  i d e n t i f i e d  t o  p r o v i d e  T e a m  B u i l d i n g ,  P l a n n i n g ,  
P r o b l e m  S o l v i n g  a n d  I n t e r p e r s o n a l  S k i l l s  t r a i n i n g  f o r  s u p e r v i s o r s  a n d  m a n a g e r s .  T h e  
r e c o m m e n d e d  s t a r t  d a t e  f o r  t h e  t r a i n i n g  i s  J u l y  2 0 0 2  s i n c e  i t  w i l l  t a k e  t i m e  t o  i d e n t i f y  t r a i n e r s  
a n d  c o o r d i n a t e  t h e i r  a v a i l a b i l i t y .  I n  a d d i t i o n ,  t h e  n e x t  i t e r a t i o n  o f  t h e  s i x - m o n t h  t r a i n i n g  c a l e n d a r  
f o r  t h e  C a b i n e t  A g e n c y  T r a i n i n g  C o n s o r t i u m  w i l l  b e  d e v e l o p e d  b y  t h e n .  
N o t  o n l y  w i l l  t h e  t o p  f i v e  t r a i n i n g  c o m p e t e n c i e s  b e  a d d r e s s e d ,  b u t  a l s o  t h e  t o p  f i v e  
c o m p e t e n c i e s  t h a t  s u p e r v i s o r s  f e e l  a r e  i n v a l u a b l e  f o r  t h e i r  s u c c e s s  s u c h  a s  L e a d e r s h i p ,  
A c c o u n t a b i l i t y ,  V i s i o n ,  I n t e r p e r s o n a l  S k i l l s ,  a n d  M a n a g i n g  a  D i v e r s e  W o r k f o r c e .  T h e  C a b i n e t  
A g e n c y  T r a i n i n g  C o n s o r t i u m  w i l l  b e  a  k e y  p a r t n e r  i n  p r o v i d i n g  t r a i n i n g  s o l u t i o n s  f o r  G o v e r n o r ' s  
O f f i c e  e m p l o y e e s  i n  a  t i m e  w h e n  t r a i n i n g  a n d  t r a v e l  b u d g e t s  h a v e  b e e n  c u t .  T h r o u g h  a n  
i n f o r m a l  n e e d s  a n a l y s i s ,  s e v e r a l  a g e n c i e s  w i t h  t r a i n i n g  s t a f f  a n d  c u r r i c u l u m  h a v e  a l r e a d y  b e e n  
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i d e n t i f i e d  a s  p o s s i b l e  p r o v i d e r s  o f  t r a i n i n g  s o l u t i o n s  f o r  t h e  k e y  c o m p e t e n c i e s .  T h e s e  a g e n c i e s  
a r e  D e p a r t m e n t  o f  J u v e n i l e  J u s t i c e ,  D e p a r t m e n t  o f  P u b l i c  S a f e t y ,  D e p a r t m e n t  o f  P r o b a t i o n ,  
P a r o l e  a n d  P a r d o n ,  a n d  D e p a r t m e n t  o f  P a r k s ,  R e c r e a t i o n  a n d  T o u r i s m .  
T h e  o b s t a c l e s  t h a t  m a y  b e  p r e s e n t  i n  c o m p l e t i n g  t r a i n i n g  i n  t h e  a b o v e  c o m p e t e n c y  a r e a s  
i s  t h a t  o t h e r  a g e n c i e s  m a y  n o t  b e  a b l e  t o  p r o v i d e  t h e  t r a i n i n g  t o  t h e  G o v e r n o r ' s  O f f i c e  a t  t h e  
s p e c i f i c  t i m e  r e q u e s t e d .  A n  a d j u s t m e n t  o f  t h e  t i m e  f r a m e  i n  w h i c h  t h e  t r a i n i n g  o c c u r s  w i l l  h a v e  
t o  b e  c o n s i d e r e d .  I n  a d d i t i o n ,  t h e  p o l i t i c a l  c i r c u m s t a n c e s  c a n n o t  b e  i g n o r e d .  I f  G o v e r n o r  
H o d g e s  i s  n o t  r e e l e c t e d ,  t h e  w o r k  t h a t  I  h a v e  b e g u n  m a y  n o t  b e  c o n t i n u e d .  I n  o r d e r  t o  o v e r c o m e  
t h i s  e v e n t u a l i t y ,  I  s u g g e s t  t h a t  a  T r a i n i n g  A d v i s o r y  C o u n c i l  w i t h i n  t h e  G o v e r n o r ' s  O f f i c e  b e  
e s t a b l i s h e d  m a d e  u p  o f  k e y  s u p e r v i s o r s  a n d  m a n a g e r s  t h a t  w i l l  r e m a i n  t h r o u g h  a d m i n i s t r a t i o n  
c h a n g e s .  T h r o u g h  a  T r a i n i n g  A d v i s o r y  C o u n c i l ,  a n  o n - g o i n g  n e e d s  a n a l y s i s  c a n  b e  c o n d u c t e d  
a n d  m a i n t a i n e d .  A s  n e w  s u p e r v i s o r s  a n d  m a n a g e r s  c o m e  i n t o  t h e  o r g a n i z a t i o n ,  t h e y  w i l l  r e q u i r e  
t h e  s a m e  t r a i n i n g  t h a t  o t h e r s  h a v e  r e c e i v e d .  A n d ,  a s  t e c h n o l o g y  a d v a n c e s ,  n e w  c o m p e t e n c i e s  
m a y  b e  i d e n t i f i e d  a s  i m p o r t a n t .  
C o m m u n i c a t i o n  w i t h  s t a k e h o l d e r s  s u c h  a s  t h e  e m p l o y e e s ,  t h e  O f f i c e  D i r e c t o r s ,  D i v i s i o n  
D i r e c t o r s  a n d  t h e  D e p u t y  C h i e f  o f  S t a f f  i s  e s s e n t i a l  t o  c o m p l e t e  t h e  c o m m u n i c a t i o n  l o o p .  I  w i l l  
s h a r e  t h e  r e s u l t s  o f  m y  p r o j e c t  w i t h  t h e  f o c u s  g r o u p  m e m b e r s ,  t h e  O f f i c e  D i r e c t o r s ,  D i v i s i o n  
D i r e c t o r s  a n d  t h e  D e p u t y  C h i e f  o f  S t a f f .  T h r o u g h  t h e  D i v i s i o n  D i r e c t o r s ,  I  w i l l  a s k  f o r  
r e p r e s e n t a t i o n  o f  o n e  p e r s o n  f r o m  e a c h  d i v i s i o n  ( a n d  a  b a c k - u p )  t o  b e  a t t e n d a n t  o n  t h e  T r a i n i n g  
A d v i s o r y  C o u n c i l .  
O n c e  t h e  t r a i n i n g  o n  t h e  t o p  t e n  c o m p e t e n c i e s  ( s u p e r v i s o r s  a n d  t r a i n i n g  c o m p e t e n c i e s )  
h a s  b e e n  c o n d u c t e d ,  e v a l u a t i o n s  o f  t h e  t r a i n i n g  w i l l  b e  a n a l y z e d .  T h e  e v a l u a t i o n s  w i l l  
d e m o n s t r a t e  w h e t h e r  t h e  e m p l o y e e s  f e e l  t h e  t r a i n i n g  i s  p e r t i n e n t ,  i f  i t  h a s  c o n t r i b u t e d  t o  s u c c e s s  
i n  t h e i r  j o b  p e r f o r m a n c e  a n d  i f  t h e y  h a v e  g a i n e d  a n y  a d d i t i o n a l  s k i l l s  a m o n g  o t h e r  t h i n g s .  
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S o ,  l i k e  t h e  a c c e s s o r i e s  t h a t  m a k e  t h e  s u i t ,  s o ,  t o o ,  d o  c o m p e t e n c i e s  m a k e  t h e  s u p e r v i s o r  
o r  m a n a g e r  a  s u c c e s s .  T h e  m o r e  p r o f i c i e n t  a n  e m p l o y e e  c a n  b e c o m e  i n  a  v a r i e t y  o f  
c o m p e t e n c i e s ,  t h e  b e t t e r  i t  r e f l e c t s  u p o n  j o b  p e r f o r m a n c e .  T h r o u g h  t r a i n i n g  o p p o r t u n i t i e s ,  
e m p l o y e e s  i n  t h e  G o v e r n o r ' s  O f f i c e  w i l l  h a v e  t h e  o c c a s i o n  t o  e n h a n c e  t h e i r  a c c e s s o r i e s ,  a n d  
u l t i m a t e l y  w i l l  c o n t r i b u t e  t o  t h e  m i s s i o n  o f  t h e  G o v e r n o r ' s  O f f i c e  w h i c h  i s  t o  s e r v e  t h e  p e o p l e  o f  
S o u t h  C a r o l i n a  b y  p r o v i d i n g  e d u c a t i o n ,  s o c i a l ,  h e a l t h ,  i n f o r m a t i o n ,  a n d  h u m a n  s e r v i c e s  m  
s u p p o r t  o f  E n V i s i o n ,  S o u t h  C a r o l i n a ,  G o v e r n o r  J i m  H o d g e ' s  B u s i n e s s  P l a n .  
B i b l i o g r a p h y  
B r o w n ,  M a r k  G r a h a m ,  B a l d r i g e  A w a r d  W i n n i n g  Q u a l i t y ,  P r o d u c t i v i t y ,  A S Q ,  P o r t l a n d ,  O R ,  
2 0 0 1 .  
D u b o i s ,  D a v i d  a n d  R o t h w e l l ,  W i l l i a m ,  T h e  C o m p e t e n c y  T o o l k i t ,  H R D  P r e s s ,  A m h e r s t ,  M A ,  
2 0 0 0 .  
D u b o i s ,  D a v i d ,  C o m p e t e n c y  B a s e d  P e r f o r m a n c e  I m p r o v e m e n t :  A  S t r a t e g y  f o r  O r g a n i z a t i o n a l  
C h a n g e ,  H R D  P r e s s ,  A m h e r s t ,  M A ,  1 9 9 3  
A  c o m p e t e n c y  m o d e l  f o r  h u m a n  r e s o u r c e s  p r o f e s s i o n a l s .  N a t i o n a l  A c a d e m y  o f  P u b l i c  
A d m i n i s t r a t i o n ,  W a s h i n g t o n ,  D C :  N A P A ,  1 9 9 6 .  
w w w . h r t o o l s . c o m  
w w w . e d s . s t a t e . m o . u s  
w w w . l e a d e r s h i p . o p m . g o v  
W e b s i t e s  
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vxJpuaddy 
D e f i n i t i o n  
J o b  c o m p e t e n c y :  A n  u n d e r l y i n g  
c h a r a c t e r i s t i c  o f  a n  e m p l o y e e  ( t h a t  
i s ,  a  m o t i v e ,  t r a i t ,  o r  s k i l l ,  a s p e c t  o f  
o n e ' s  s e l f - i m a g e ,  a  s o c i a l  r o l e ,  o r  
a  b o d y  o f  k n o w l e d g e  t h a t  r e s u l t s  i n  
e f f e c t i v e  a n d / o r  s u p e r i o r  
p e r f o r m a n c e  ( B o y a t z i s ,  1 9 8 2 ) .  
E x a m p l e :  F o r  a n  a d m i n i s t r a t i v e  a s s i s t a n t ,  a n  
i m p o r t a n t  c o m p e t e n c y  m i g h t  b e :  
I n t e r p e r s o n a l  S k i l l s  
•  E s t a b l i s h e s  e f f e c t i v e  r e l a t i o n s h i p s  
•  E x h i b i t s  t a c t  a n d  c o n s i d e r a t i o n  
•  D i s p l a y s  p o s i t i v e  o u t l o o k  a n d  p l e a s a n t  m a n n e r  
•  C o n t r i b u t e s  t o  b u i l d i n g  t e a m  s p i r i t  
•  G i v e s  a n d  w e l c o m e s  f e e d b a c k  
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•  E a c h  g r o u p  n e e d s  t o  s e l e c t  a  g r o u p  
l e a d e r  a n d  a  r e c o r d e r .  
•  R e a d  t h r o u g h  c o m p e t e n c i e s .  
•  A f t e r  r e a d i n g  t h r o u g h  t h e m ,  t a k e  
o u t  o f  t h e  s t a c k  t h e  t o p  t e n  
c o m p e t e n c i e s  y o u  f e e l  a r e  m o s t  
i m p o r t a n t .  Y o u  c a n  h a v e  a  
m i n i m u m  o f  5  a n d  a  m a x i m u m  o f  
1 0 .  
•  G o  a r o u n d  t h e  t a b l e  i n  r o u n d  r o b i n  
o r d e r  a n d  h a v e  t h e  r e c o r d e r  l i s t  
e a c h  p e r s o n ' s  t o p  c o m p e t e n c i e s  o n  
t h e  f l i p  c h a r t .  T h e  r e c o r d e r  s h o u l d  
l e t t e r  t h e  c o m p e t e n c i e s  a s  t h e y  a r e  
l i s t .  
•  A n y o n e  n e e d  t o  c l a r i f y ?  A r e  t h e r e  
a n y  y o u  w o u l d  l i k e  t o  g e t  r i d  o f ?  
- -
•  N e x t  w e  a r e  g o i n g  t o  r a n k  t h e  t o p  
f i v e  c o m p e t e n c i e s .  
•  T a k e  i n d e x  c a r d s  a t  t a b l e  a n d  f i r s t  
w r i t e  d o w n  t h e  l e t t e r  o f  t h e  
c o m p e t e n c y .  
•  W r i t e  d o w n  t h e  w o r d  t h a t  i d e n t i f i e s  
t h e  c o m p e t e n c y .  T h e n  r a t e  t h e  
c o m p e t e n c y ,  5  i s  b e s t ,  1  i s  l o w e s t .  
•  W h e n  y o u  a r e  f i n i s h e d ,  p u t  y o u r  
s t a c k  i n  t h e  m i d d l e .  
•  T h e  r e c o r d e r  t h e n  w i l l  t a k e  t h e  
c o m p e t e n c i e s  a n d  g r o u p  t h e m  b y  
n a m e .  
•  O n  t h e  f l i p  c h a r t ,  w r i t e  t h e  l e t t e r ,  t h e  
c o m p e t e n c y  a n d  t h e n  n e x t  t o  i t  
w r i t e  t h e  n u m b e r  o f  p o i n t s  i t  
r e c e i v e d .  
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Definition: Anticipates or seeks to resolve confrontations, 
disagreements, or complaints in a constructive manner. 
1. Recognizes the potential for conflicts, confrontations, or 
disagreements. 
2. Resolves conflicts , confrontations, or disagreements in a 
constructive manner. 
3. Addresses formal and informal complaints from employees. 
4. Addresses formal and informal complaints from persons 
other than employees. 
5. Attempts to resolve employee complaints. 
6. Attempts to resolve complaints from persons other than 
employees. 
Creative Thinking and Its Application 
Definition: Develops insights into problems or creates a work 
environment that encourages innovative thinking and 
"outside-the-box" solutions to problems. 
1. Develops insights into the circumstances surrounding 
problems or issues. 
2. Develops "outside-the-box" solutions to problems. 
3. Creates a work environment that encourages and 
accommodates the risks associated with having subordinates 
create innovative solutions to problems or issues. 
4. Encourages subordinates to adopt non-traditional, 
innovative approaches to the completion of their daily work 
assignments. 
Customer Focus 
Definition: Adapts and maintains a customer-focus mindset 
that acknowledges the importance and value of the customer, 
and acts accordingly. 
1. Actively seeks customer input on their needs, 
requirements, preferences, and feed-back. 
2. Makes sure that customer needs or requirements are met 
by integrating them into office operations and outputs. 
3. Makes sure customer requirements or expectations are 
met through the effective use of communication or feedback 
systems. 
4. Regularly and consistently takes actions to improve the 
quality of services or products produced by the work unit. 
Decisiveness 
Definition: Assesses risks and takes the appropriate actions 
needed to achieve office objectives. 
1. Completes risk analyses before making decisions in 
uncertain situations. 
2. Acts decisively on own authority when timely action is 
needed. 
3. Takes measured risks when it is necessary to ensure that 
initiatives are moved forward. 
4. Makes difficult or unpopular decisions. 
5. Identifies and takes alternative actions when the risks of 
taking the standard or traditional approach to doing business 
are too high. 
6. Manages own feelings of disappointment, anger, etc., that 
come as the result of an unpopular or difficult decision. 
Evaluation 
Definition: Monitors office programs, evaluates outcomes, and 
improves organizational efficiency and effectiveness. 
1. Makes sure that work-unit activities, services, or products meet 
not only the organization's objectives, but also customer needs 
and requirements. 
2. Identifies and communicates to subordinates how 
organizational and office results will be measured. 
3. Identifies and communicates to subordinates how 
organizational and office results will be assessed. 
4. Monitors office programs or activities and makes sure that 
deficiencies or discrepancies are identified and corrected. 
5. Participates in the evaluation of program or project outcomes or 
accomplishments. 
6. Uses evaluation results to improve organizational or program 
efficiency. 
7. Uses evaluation results to improve organizational or program 
offortiHonoc:c: 
Financial Management and Responsibility 
Definition: Prepares, justifies, and defends the office budget 
required to achieve unit objectives; monitors profits and 
expenses to ensure sound fiscal responsibility. 
1. Projects long-term financial requirements needed to achieve 
office objectives. 
2. Prepares budgets for the work unit. 
3. Knows and understands organization policies regarding 
budget preparation, submission, defense, and long-term 
administration. 
4. Explains or justifies the office budget to other organization 
groups. 
5. Monitors profits and expenses to ensure office effectiveness. 
6. Monitors profits and expenses to ensure office profitability. 
7. Oversees or helps procure equipment, facilities, supplies, and 
services. 
8. Fosters an environment where cost-benefit outcomes are 
continuously improved. 
External Awareness 
Definition: Becomes and remains informed of external trends, 
interests, and issues with potential impacts on internal 
organization policies, procedures, operations, positions, and 
practices. 
1. Keeps up-to-date with trends, interests, and other issues 
external to the organization that may affect not only the 
organization, but also the work unit. 
2. Considers the external impacts of office policies, 
procedures, or actions. 
3. Reviews and makes recommendations for revisions of 
policies, procedures, or practices with external organizational 
impacts. 
4. Considers the influence of non-technical factors on office 
decisions. 
5. Implements organization priorities and initiatives in order to 
accomplish organizational objectives or goals. 
Flexibility 
Definition: Adapts to change in the work environment in 
ways that help office staff keep projects "on course." 
1. Appropriately adapts own thoughts, feelings, and actions 
in response to ambiguity, new information, changing 
conditions, or unexpected obstacles. 
2. Establishes an environment that encourages rapid and 
responsive adaptation to change in ways that support the 
achievement of office objectives. 
3. Identifies and implements organization or office 
development opportunities that help employees readily 
adapt to change. 
Human Resources Management: Performance Management 
Definition : Effectively manages the ongoing performance of all staff 
assigned to their work unit. 
1. Identifies and effectively communicates performance expectations to 
office employees. 
2. Comprehensively assesses the performance of individuals assigned to 
their work unit. 
3. Identifies individual needs to acquire and apply competencies. 
4. Provides performance feedback to individuals assigned to the work unit. 
5. Provides planned, on-the-job employee learning opportunities. 
6. Identifies need for external, formal employee training beyond on-the-job 
training experiences. 
7. Provides or arranges for formal training opportunities for office 
employees, based upon individual needs. 
8. Takes appropriate corrective or disciplinary action with employees. 
9. Recognizes and rewards performance based upon performance 
standards and organization or office objectives. 
10. Determines the need for employee orientation and provides such 
opportunities. 
11 . Determines the need for employee career development and provides 
these opportunities, when possible. 
Human Resource Management: Staffing, Recruitment, 
Selection, and Assignment of Employees to the Work Unit 
Definition: Ensures the effective performance of staffing analyses, 
recruitment, selection, and assignment of human resources to the 
work unit. 
1. Completes comprehensive staffing analyses and plans for needed 
or mandated changes in the size or the composition of the work unit 
staff. 
2. Actively participates in recruiting or retaining staff. 
3. Uses sound judgment within the boundaries of organizational and 
legally mandated policies and procedures when selecting staff or 
taking other human resource actions. 
4. Uses human resource practices that further affirmative action 
goals. 
5. Accurately assesses the competencies possessed by available 
personnel. 
6. Distributes work to personnel consistent with their identified 
competencies and experiences. 
Human Resource Management: Enhancing the 
Quality of Work Life 
Definition: Uses available human resource practices to 
enhance the quality of employee work life. 
1. Uses human resource management practices that promote 
good labor management and positive employee relationships. 
2. Actively supports subordinates' participation in programs, 
opportunities, or activities that deal with employee well-being, 
such as safety, health, life-career development, and family 
life. 
Influencing 
Definition: Networks with and provides information to key 
groups and individuals, and uses influence, persuasion, and 
authority to achieve objectives. 
1. Networks with key individuals or groups in order to 
accomplish objectives. 
2. Informs higher management, employees, and others about 
program objectives and efforts to achieve those objectives. 
3. Represents the organization or program to others. 
4. Identifies and understands the interests of others when in a 
collaborative environment. 
· 5. Collaborates with others inside the organization to achieve 
objectives. 
6. Collaborates with others outside the organization to achieve 
objectives. 
7. Persuades others to adopt a course of action. 
8. Uses power appropriately to achieve objectives. 
9. Uses authority appropriately to achieve objectives. 
10. Uses influence appropriately to achieve objectives. 
Interpersonal Skills 
Definition: Considers and appropriately responds to the needs, 
feelings, capabilities, and interests of others. 
1. Considers the needs, feelings, and capabilities of others. 
2. Responds to the needs, feelings, and capabilities of others, 
using feedback. 
3. Provides positive feedback in a manner that reinforces (or 
elicits) preferred behaviors. 
4. Provides corrective or contrary feedback in a manner that is 
constructive. 
5. Engineers a work environment where the equitable treatment 
of individuals is paramount. 
6. Considers employee interests as well as competencies when 
assigning work to them. 
Management Control 
Definition: Ensures the integrity of organization or work unit 
policies, procedures, and processes. 
1. Exercises management control to ensure that organization or 
office policies are adhered to. 
2. Makes certain that the organization or office procedures are 
maintained and appropriately used within the work unit. 
3. Assures the integrity of the organization's or work unit's 
processes as they apply to office operations. 
4. Promotes the use of ethical practices and procedures when 
managing the work unit. 
Leadership 
Definition: Identifies and adapts leadership style to situations 
and people; demonstrates high standards of behavior; 
empowers subordinates; provides motivating work or 
performance opportunities for subordinates. 
1. Identifies one or more leadership styles appropriate to a 
situation and the individuals involved. 
2. Adopts one or more leadership styles appropriate to a 
situation and the individuals involved. 
3. Demonstrates the use of a high standard of behavior that 
reflects honesty, integrity, trust, openness, and respect for 
others. 
4. Empowers subordinates to assess risks and to take ethical 
action(s) in order to achieve office objectives. 
5. Provides motivating work or performance opportunities that 
stimulate subordinates' interests or preferences. 
6. Appropriately shares power or authority with others 
commensurate with their delegated responsibilities. 
Managing a Diverse Workforce 
Definition: Uses diversity elements in the workforce to advantage 
in the achievement of office or organization objectives. 
1. Recognizes the contributions of those who have cultural, 
religious, ethnic, gender, sexual preference, or other individual 
differences toward the achievement of office or organizational 
objectives. 
2. Considers the benefits and advantages of diversity when 
making work assignments. 
3. Provides employment opportunities that will make the 
workforce more diverse and better able to accomplish office 
objectives. 
4. Provides development opportunities for a diverse workforce. 
5. Uses formal and informal methods to increase the sensitivity 
of others to diversity issues. 
Oral Communication 
Definition: Effectively listens to others and makes clear and 
effective oral presentations to individuals and groups regarding 
office or organization issues. 
1. Demonstrates the use of effective listening skills with others 
and reflects an understanding of what others are saying . 
2. Delivers clear oral presentations to individuals. 
3. Delivers effective oral presentations to individuals. 
4. Delivers clear oral presentations to groups. 
5. Delivers effective oral presentations to groups. 
Problem Solving 
Definition : Recognizes and defines problems; challenges 
subordinates to identify alternative solutions, and plans to solve 
those problems. 
1. Anticipates potential problems, issues, and office 
opportunities. 
2. Supports subordinates in their efforts to identify and define 
problems or issues. 
3. Makes sure that subordinates gather the correct information 
or data to address solutions to problems. 
4. Monitors subordinates' use of qualitative or quantitative data 
and the analytical tools they use to solve problems. 
5. Encourages subordinates to develop alternative plans and 
solutions to solve problems. 
Planning 
Definition: Establishes policies, guidelines, plans, and priorities 
required to meet office or organization objectives. 
1. Establishes policies or guidelines for the organization or work 
unit. 
2. Develops strategic or other long-term plans for the work unit 
or organization. 
3. Adjusts strategic or other long-term plans to accommodate 
changing conditions or circumstances. 
4. Sets priorities for subordinates that will contribute to meeting 
office or organization objectives. 
5. Coordinates staff work that contributes to meeting objectives. 
6. Identifies the resources required to meet objectives. 
7. Coordinates across office boundaries within the organization 
to acco"mplish objectives. 
Self-Management 
Definition : Engages in the effective use of self-assessment and self-
management techniques in order to proactively and continuously improve 
own performance. 
1. Realistically assesses own strengths and weaknesses and their impact 
on others relative to the requirements of the current work assignments. 
2. Seeks and effectively uses performance feedback from others. 
3. Works persistently toward one or more agreed-upon objectives, despite 
opposition, distractions, and setbacks. 
4. Demonstrates a consistently high level of self-confidence. 
5. Invests appropriate time and energy in self-development and growth. 
6. Manages own time effectively and efficiently. 
7. Initiates appropriate action without being directed to do so. 
8. Demonstrates genuine enthusiasm and a desire to achieve office and 
organization objectives. 
9. Demonstrates the effective use of patience in day-to-day performance. 
10. Consistently demonstrates a bias to follow-through on program or 
project tasks and objectives to a successful conclusion. 
11 . Demonstrates the effective use of independent th inking while, at the 
same time, not inhibiting the expression of the thoughts or ideas of others. 
12. Successfully reduces both work and non-work stress by realistically 
assessing the importance of the impacts of the stressors on achieving one's 
objectives. 
Team Building 
Definition: Builds cohesive and productive work teams, either as 
part of the work unit or within the organization. 
1. Recognizes the value of using teams to accomplish office or 
organizational objectives. 
2. Encourages cooperation through the use of appropriate verbal 
and nonverbal messages. 
3. Encourages teamwork through the use of appropriate verbal 
and nonverbal messages. 
4. Creates an environment that encourages open 
communication among team members. 
5. Creates an environment that encourages collective problem-
solving among the team members. 
6. Seeks consensus among diverse viewpoints as a means of 
building group commitment. 
Technology Management 
Definition: Manages the use of technologies in the context of 
achieving office or organization objectives. 
1. Identifies technological changes, scientific research, and 
automation options that would support enhanced success in the 
achievement of office or organization objectives. 
2. Encourages staff to stay current and informed about 
technological changes, scientific research, and automation. 
3. Applies evolving technologies and methodologies to 
organization or office needs. 
4. Makes certain that all staff are trained and performance-ready 
in the application of new technology. 
1 
Technical Competence 
Definition: Demonstrates technical proficiency and comprehends 
its impact upon work unit responsibility. 
1. Demonstrates technical proficiency (including technical 
currency) in areas of office responsibility. 
2. Understands the technical difficulty and complexity placed 
upon subordinates and others because of the nature of their 
work. 
3. Accounts for the technical difficulty and complexity of 
subordinates' work at key mUestones in the production of work 
outputs or results. 
4. Ensures that subordinates appropriately apply procedures, 
requirements, regulations, or policies related to specialized 
areas of expertise in the production of office outputs or results. 
Vision 
Definition: Develops and implements the use of a strategic vision 
of the organization in the future. 
1. Develops a strategic vision of the organization's future. 
2. Shares and explains own strategic vision of the organization's 
future with subordinates. 
3. Promotes a broad sense of ownership of the strategic vision 
amongst employees. 
4. Champions organizational changes that are based upon a 
strategic view of the future. 
Written Communication 
Definition: Effectively communicates in writing. 
1. Communicates facts and ideas in writing. 
2. Reviews and critiques others' writing in ways that encourage 
their continuing support and contribution of ideas, especially 
those in written form, for office and organization success. 
Accountability 
Definition : Accepts all responsibilities of the job and assigned 
tasks. 
1. Assures effective controls are developed and or maintained 
so organizational integrity is maintained 
2. Holds self and others accountable for delivering quality 
products 
3. Acts decisively to modify activities to better promote customer 
service and or quality of programs 
4. Can be relied on to pursue all assignments while holding the 
philosophy that the responsible individual must follow through to 
completion if the project is to be successful. 
5. Focuses on results and measuring attainment of outcomes 
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Supervisory Competency 
Top Five - Final Scores 
Supervisory Competency Score 1 Score 2 Score 3 Score 4 Score 5 Score 6 Final Score 
Accountability 4 4 1 5 3 3 20 
Accountability 1 4 6 2 2 4 19 
Accountability 5 5 5 15 
Accountability 2 6 2 5 15 
Accountability 3 1 1 1 6 
Accountability 0 2 4 0 6 
Accountability 3 1 1 5 
Accountability Total 86 
Conflict Management 1 3 5 1 5 2 17 
Conflict Management 2 3 1 1 1 1 9 
Conflict Management 1 4 3 1 9 
Conflict Management Total 35 
Customer Focus 5 5 5 4 19 
Customer Focus 2 2 2 4 3 4 17 
Customer Focus 5 5 4 3 17 
Customer Focus 2 2 5 1 5 15 
Customer Focus 4 4 4 12 
Customer Focus Total 80 
Decisiveness 4 6 5 3 2 3 23 
Decisiveness Total 23 
Evaluation 2 1 1 1 5 
Evaluation Total 5 
HR: Performance Manageme 3 1 1 6 2 13 
HR: Performance Management Total 13 
Interpersonal Skills 4 4 2 4 4 18 
Interpersonal Skills 3 2 5 4 14 
Interpersonal Skills 5 2 4 11 
Interpersonal Skills 2 2 2 2 8 
Interpersonal Skills 3 2 2 7 
Interpersonal Skills Total 58 
Leadership 6 5 4 6 6 6 33 
Leadership 5 5 3 4 4 5 26 
Leadership 5 6 4 3 6 24 
Leadership 3 6 6 6 21 
Leadership 4 5 5 5 19 
Leadership 4 4 4 5 17 
} ) ) ) 1 ) 
Supervisory Competency 
Top Five - Final Scores 
Leadership 5 4 4 13 
Leadership Total 153 
Managing A Diverse Workfor· 1 1 1 3 
Managing A Diverse Workforce Total 3 
Oral Communication 4 1 1 2 8 
Oral Communication Total 8 
Planning 1 3 3 3 10 
Planning 3 0 3 3 9 
Planning 3 1 2 6 
Planning Total 25 
Problem Solving 3 2 2 5 4 3 19 
Problem Solving 1 3 6 2 3 15 
Problem Solving 1 4 2 2 9 
Problem Solving Total 43 
Team Building 5 1 3 4 5 5 23 
Team Building 3 1 2 2 1 1 10 
Team Building 2 3 3 8 
Team Building Total 41 
Technical Competence 6 5 3 5 1 20 
Technical Competence Total 20 
Vision 5 3 0 4 12 
Vision 3 5 2 10 
Vision Total 22 
Grand Total 615 
' ' I 
Training Competencies 
Final Scores 
Training Competency Score 1 Score 2 Score 3 Score 4 Score 5 Score 6 Final Score 
Accountability 2 4 4 1 2 13 
Accountability Total 13 
Conflict Management 5 4 3 3 5 5 25 
Conflict Management 4 6 5 5 20 
Conflict Management 4 3 2 3 2 2 16 
Conflict Management 4 2 2 2 3 13 
Conflict Management 1 3 5 9 
Conflict Management 3 2 1 1 7 
Conflict Management 3 2 2 7 
Conflict Management 2 1 1 2 6 
Conflict Management Total 103 
Customer Focus 4 4 1 9 
Customer Focus Total 9 
Financial Management 1 1 4 4 1 1 12 
Financial Management Total 12 
HR: Enhancing the Quality of We 2 2 1 1 3 4 13 
HR: Enhancing the Quality of Work Life Total 13 
HR: Performance Mgmt 2 4 4 10 
HR: Performance Mgmt 4 1 2 3 10 
HR: Performance Mgmt Total 20 
HR: Staffing, Recruitment, Selec 3 3 6 6 1 19 
HR: Staffing, Recruitment, Selection and Assignment Total 19 
Interpersonal Skills 6 6 1 4 5 22 
Interpersonal Skills 5 5 6 2 18 
Interpersonal Skills 1 1 3 5 
Interpersonal Skills Total 45 
Leadership 2 1 5 1 4 2 15 
Leadership 5 5 4 14 
Leadership Total 29 
Managing A Diverse Workforce 3 3 2 4 3 3 18 
Managing A Diverse Workforce 2 1 5 8 
Managing A Diverse Workforce Total 26 
Oral Communication 3 3 3 1 10 
Oral Communication Total 10 
Planning 5 1 3 3 4 16 





Planning 1 3 4 5 13 
Planning 3 5 5 13 
Planning Total 57 
Problem Solving 3 4 5 2 5 3 22 
Problem Solving 2 5 3 2 12 
Problem Solving 3 3 2 4 12 
Problem Solving Total 46 
Self Management 6 2 4 4 16 
Self Management 4 4 5 1 14 
Self Management Total 30 
Team Building 5 5 3 5 4 5 27 
Team Building 1 5 5 5 6 22 
Team Building 4 2 4 5 2 4 21 
Team Building 5 4 5 4 18 
Team Building 2 5 3 3 13 
Team Building 1 4 1 6 12 
Team Building Total 113 
Technical Competence 2 1 2 3 8 
Technical Competence Total 8 
Technology Management 2 2 5 9 
Technology Management Total 9 
Written Communication 1 5 1 2 1 1 11 
Written Communication 1 3 4 8 
Written Communication Total 19 
Grand Total 581 
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Office Directors -Supervisory Competencies 
Final Scores 
Supervisory Competency Score 1 Score 2 Score 3 Score 4 Final Score 
Accountability 5 5 5 15 
Accountability 0 2 4 0 6 
Accountability 3 1 1 5 
Accountability Total 26 
Customer Focus 4 4 4 12 
Customer Focus Total 12 
Evaluation 2 1 1 1 5 
Evaluation Total 5 
Interpersonal Skills 5 2 4 11 
Interpersonal Skills 3 2 2 7 
Interpersonal Skills Total 18 
Leadership 4 5 5 5 19 
Leadership 5 4 4 13 
Leadership Total 32 
Managing A Diverse Workfor· 1 1 1 3 
Managing A Diverse Workforce Total 3 
Planning 3 0 3 3 9 
Planning 3 1 2 6 
Planning Total 15 
Problem Solving 1 4 2 2 9 
Problem Solving Total 9 
Team Building 2 3 3 8 
Team Building Total 8 
Vision 5 3 0 4 12 
Vision 3 5 2 10 
Vision Total 22 
Grand Total 150 
' 
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Office Director's Training Competencies 
Final Score 
Training Competency Score 1 Score 2 Score 3 Score 4 Final Score 
Conflict Management 1 3 5 9 
Conflict Management 3 2 2 7 
Conflict Management 2 1 1 2 6 
Conflict Management Total 22 
Customer Focus 4 4 1 9 
Customer Focus Total 9 
H R: Performance Management 2 4 4 10 
HR: Performance Management Total 10 
Interpersonal Skills 1 1 3 5 
Interpersonal Skills Total 5 
Leadership 5 5 4 14 
Leadership Total 14 
Managing A Diverse Workforce 2 1 5 8 
Managing A Diverse Workforce Total 8 
Planning 1 4 5 5 15 
Planning 3 5 5 13 
Planning Total 28 
Problem Solving 3 3 2 4 12 
Problem Solving Total 12 
Self Management 4 4 5 1 14 
Self Management Total 14 
Team Building 2 5 3 3 13 
Team Building Total 13 
Technology Management 2 2 5 9 
Technology Management Total 9 
Written Communication 1 3 4 8 
Written Communication Total 8 
Grand Total 152 
Continuum of Care 
Supervisory Competencies 
Final Scores 
Supervisory Competency Score 1 Score 2 Score 3 Score 4 Score 5 Score 6 Final Score 
Accountability 4 4 1 5 3 3 20 
Accountability 3 1 1 1 6 
Accountability 1 4 6 2 2 4 19 
Accountability Total 45 
Conflict Mgmt 1 3 5 1 5 2 17 
Conflict Mgmt 2 3 1 1 1 1 9 
Conflict Mgmt Total 26 
Customer focus 5 5 5 4 19 
Customer focus 2 2 2 4 3 4 17 
Customer focus Total 36 
Decisiveness 4 6 5 3 2 3 23 
Decisiveness Total 23 
Interpersonal skills 2 2 2 2 8 
Interpersonal skills Total 8 
Leadership 6 5 4 6 6 6 33 
Leadership 5 5 3 4 4 5 26 
Leadership 4 4 4 5 17 
Leadership Total 76 
Planning 1 3 3 3 10 
Planning Total 10 
Problem Solving 3 2 2 5 4 3 19 
Problem Solving Total 19 
Team Bldg 5 1 3 4 5 5 23 
Team Bldg 3 1 2 2 1 1 10 
Team Bldg Total 33 
Grand Total 276 
Continuum of Care 
Training Competencies 
Final Scores 
Training Competency Score 1 Score 2 Score 3 Score 4 Score 5 Score 6 Final Score 
Conflict Management 5 4 3 3 5 5 25 
Conflict Management 4 3 2 3 2 2 16 
Conflict Management 3 2 1 1 7 
Conflict Management Total 48 
Financial Management 1 1 4 4 1 1 12 
Financial Management Total 12 
HR: EQWL 2 2 1 1 3 4 13 
HR: EQWL Total 13 
HR: Performance Mgmt 4 1 2 3 10 
HR: Performance Mgmt Total 10 
Leadership 2 1 5 1 4 2 15 
Leadership Total 15 
Managing A Diverse Workforce 3 3 2 4 3 3 18 
Managing A Diverse Workforce Total 18 
Planning 1 3 4 5 13 
Planning Total 13 
Problem Solving 3 4 5 2 5 3 22 
Problem Solving 2 5 3 2 12 
Problem Solving Total 34 
Team Building 5 5 3 5 4 5 27 
Team Building 4 2 4 5 2 4 21 
Team Building 5 4 5 4 18 
Team Building Total 66 
Written Communication 1 5 1 2 1 1 11 
Written Communication Total 11 
Grand Total 240 
